
VERMONT PUBLIC POWER

SUPPTY AUTHORITY

5l95 Woterbury-Slowe Rood r \f/cterbury Ctr.,VI05677
(802j 244-7678 Fox (802) 244-6889 www.vppso.com

July 30,2012

Susan M. Hudson, Clerk
Vermont Public Service Board
112 State Street 4û Floor
Montpelier, W 05620-2701

re: Petilion to Modify Service Quality & Reliability Plan of Village of Enosburg Falls 
'Water 

and
Light Department, Inc.

DearMrs. Hudson:

I am writing to request a modification of The Village of Enosburg Falls Water and Light
Department, Inc.'s @nosburg) Service Quality and ReliabilityPlan (SQRP).

Enclosed, please find an original and three (3) copies of the requested modification. Enosburg
requests a modification of Section V: Service Quality Compensation, 6), in regard to the application
of service quality compensation dollars.

Currently, the Plan states:
ooService quality compensation dollars shall be paid to communify service activities as approved by the
Trustees."

The requested revisions are as follows:
"Service quality compensation dollars shall be applied by the Village of Enosburg Falls 

'Water &
Light Department, Inc. to maintenance activities that directly improve the service quality and
reliability of the system, such as tree trimming, R.O.W. mowing, etc. To the extent that the Village of
Enosburg Falls Water & Light Department, Inc.'s spending on such maintenance activities during the
reporting year exceeds the level allowed in rates, the excess shall be credited against the Service

Quality Compensation Dollars owed by the Village of Enosburg Falls Water & Light Department,
Inc."

V/ith this change, compensation dollars will be kept within the elecfic system rather than
spent on non-electric purposes. Enosburg's electric rate payers will consequently benefit from the
improved service quality and reliability of the electric system.

Enosburg request that this change be effective at the beginning of the 2012 rcporting year. I
appreciate the opportunity to make these changes. The Department of Public Service has also been
served with this filing. Should you have any questions please do not hesitate to contact me.
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Sincerely

Amanda slnld 
J

,.);*J
Sr. Analyst

cc: Village of Enosburg Falls Water & Light Department, Inc. (w/enclosures)

Vermont Department of Public Service (w/enclosures)
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sERvIcE QUALITY &RsLIABILITY itüb 0EC -U A $ 25

?ERTORMANCE, MONItrORING & REPORTTNG PLAN
The Yillage of Enosburg Falls r#rter and LightDepartment,I¡c. SUCCESSOR PLAI{

Section I: General Provisions

1) Thepurpose.ofthis Plao is.to establish perfonnance standards, and performance

monitorÍngraradreporting for eleotic seryise provided by the Village of Enosburg Falls

Water a¡d Light Ðepartment, Inc. The.Plan shall be refened to tluoughout this docuneut
as the "Pla¡."

2) Thg
Iirc;'

parties to this PIas are the Viliage of Enosburg Falls ÏV'ater and Líght Department,

and the VennontDeparûnent of Public Service ('DPS").

c.1

3) Section II ofthe Plan.establisbes the measurement and reporting protocols for the

performanrce.standärds, as well as'definitions. Section III of the Plan establishes

minimunr perfomrasce standards in.sacþperforma¡Ìcs.area. Seotiiin W of the Plan

descríbes service guarantees and Section V describes service quality compensation'

4) ïhe Pia¡ shall remain in effectfrom tbe begilning ofthe first quarter foltowing approval

by the Vennont Publio Service Board ('?SB') until modifred by subsequent Board order.

The parties agree that they will review.the Plan after it has been in effeci for one yeat and

every twô years thereafter to deter¡nine the need for auy modification3 of measurements'

ol perfonnance levels. Either party may petition the Board for modifications of
measurements or perfonnance levels at any time during the life of the Plan.

5) Nothing in this Plan shall preclude the use of any other remedies available under larv for
addressing substanda¡d performance to the degree that such perfonnatce has not already

beeu addre¡sed under the provisions ofthis Plan'

6) In the event that the Village of Enosburg Falls Water and Light Depætment, Inc, opens

íts territory to retail choice during the life of this Ilan, the palties acknowledge additional

and/or different standards may be uecessary lo monitot service delivery changes

atteudance to resEuctured service delivery. T,he Village of Enosbrug Falls 'Water and

Ligþt Deparhnent, Ing. shall negotiate with tbg nPS additional staudárds should the need

a¡iie. Mãdiôcations to the Plaiundeq this paragraph shall be submitted to the PSB for

approval.

7) In addition to the peiformance staudæds and meastuements sct forth in this documelt,

the Village of Enosburg E¿ills Water an¿ l,¡ght Ðepartrnent, Inc, agtees to the following

dme frames for resþnse to consumer and regulatory complaints:

Ð Thç Village of Enosbrug Falls \Mater and Light Departmg$, Inc. shall provide a

óubstantiVe response to consumer complaints expressed directty to the company

within 14 calendar days oireceipt by anymethod of contact,
,¡. ¡
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b) The Village'of Enosburg Falls V/ater and LigþtDepartnent,Inc. shall provide a

. sutstantlve.¡esponse to consumer.cornplaints from DIS wjthjn 14 calendar days.
c) If tlre Village óf Enosburg Falls W.atei a¡d Light Department, Inc. needs addiiional

þe to respo¡rd firlly to a complaint fro¡B.a consumei or from DpS, the Village of
Enosburg Falls V/ater and Light Department,Ino. shall, within the initial 1.4-ãay
pei'iôd, request a specific additional time foriesponse and shall pr.ovide a full
resolution within the r.equested additional time.

S ecúi on II : Measufement. Renortin s ? roto col. ond Definitions

1) The Villagg of. Enosburg Falts W¿ter and Light Departmenf Inc, shall conrinue to monitor
performance u¡dertberinitial Plan.until,the ãffeotive date o'f.this Plan as provided in
Paragraph [.7.

2) Reporiing periods shall be oaleudar quarters, with quarterly reports submitteil to the DPS and
the Boudby the last day ofthe following'months: Àpril; Jirly; Oetober,.and January, except
for the standæds in Patagraph III.6, and IIL7, whioh shall be reported au.nually on a calenãar
'yeæ basis by January 31 ofthe following year.

3) Exceptas provided in Par. agraph II.2, performance results shall be aggregated montldy and
q-uarterþ,'and shall be îeported quarterþ to the DPS and the PSB. The þarries shall jo1nily
develop an eleçhonic reporting format,

4) Quarterly.reports shall ínclude both mouthly and quuterly averages. Quarterly averages shall
be.derived ftomraw data; not b| averaging monthly averages.

5) Açhiev.emeit of minimurn standa¡dsshall be determined on the basis of a l2-month catenclar
y€ar.êver4gç. A minimurnperfomra¡ce standard shall be considered met if the l2-month
oalendæ.yqar. average of the Plar was met gr was belowthe standard.

6) Notwitlrstanding Pæag¡aph 5, where quarterty prrfo**"r falls mo¡e than ten pefcent worse
thanany gtandard, or where performance 4ops not.meet any standard for two oonseoutive
quarters, VÍllage.of Edosburg Fallq lMater and.Lieht Oeparhent, lrrc. shall, within 30 days of
$rg.eu{ of ltre 

qqurtgi ! whioþthî.q provision is t'iggçre{ submit a conective âction Plan
indicatiirg horyil will remedy the fail¿d staûaard

?) Performance shall be evaluated and reported to oue deci¡nal place for all pelformance areas
unlesb othérwise specif,red. Actual perlorma¡ce sha[ be rounded. up whçn the second decimal
placè is 5 dr more. Village of Enosbrug Bgtls \Mater and Light Departuent, i¡c. will retain alt
ofitsreports thatsupport the results for each ofthe perfonnance a¡eas for a period.ofnot.less
than'Z4'months after the results are reported. Vitlage of Enosburg Falls Watèr and Light
Depætmeut, Iuc. wili provide.thege reporùs upon request to DPS.

I ) Villagetf Ehosbug Falls Water and Light Ðeparùnent, Inc. wi[ review with'the DPS any
change To Village of Enosburg Falls T/ater and Líght Deparüilenf; Inc. measurcmeni.protocol or
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to the intemal reporting. metliods that are used tq obtain the data neasured prior to Village of

EuosburgFalls lif.t"r ãoA Light,Orpartoe¡t, Inc. inrplementation of suoh bhanges' If the DPS

an¿ VilÈee of$aosburg Falii Water and Light Depar[nell Inc. a¡e u¡able to agree on the

changes rãqqesteil, notling in this Plan shall preolude DPS or Village of Enosburg Falls Water

an¿ úebt lieparnnent, Inc" from seeking aBpiopriate relief ûom the PSB' Village of Enosburg

Falls üate¡ *¿ l,iebt p"partrnq¡rtì tnc. inali havean affi¡mative {rV ¡o 
report missing data or

other.evenis ttrat:tnlld reLonaþly affeot the quality of the data at the time Village of Enosburg

Falls lVatèran4,Ljght Depattneát, Ing. becomes awæe of s¡ch events. A:ry data related t9 þ
Flaù reportpaltp nFS thafrefleots significantly altered meæu¡ement procedwes or intemal data

acquisiiion methods that lave not.been agreed to between Viltage oflnosburg.Falls Wator ¿nd

Light pgpÅtuent, Inc. and DPS shall be subject to challenge.and potential exclusion ûom

results.

9) The Viilage of Enosburg Falli Water and Light Departnent, Ins. may seek a waiver of any' 
applicabl,Jperforrna¡çe siandar. d ûom the PSB. A waiver may orrly be granted whery-lhg

oloumstuo.rs causingthe .failure.were beyond Village of Enosburg Falls lMater and Light

Deparhrent,Inc. di¡eãt control, andVillage of Enosburg,Fatls Water and Light Departueut,

Inc. can demonstate that its level of preparedness and response lvas reasonable in light of the

cause ofthe failure,

..
l0) Defiúitíons:. 

.

. a) Discon{rect/Reconnect: Electric power in a locatibn must temporarily be disoonnected

ând reconnected at the customer's iequest, The physical diseo¡riection ofthe elect'ic

seivice cable is usualiy to ensure safety during work being completed at the location,

b). Escalation; A:r escalatipn is a complaint to the Village of Enosburg Falls Water and

t,ight Déparhnent, Inc. o¡ tp DPS in wlúch, followinginvestigation accordìngto the

Deparûnpnt of lubliç Sewice's coglplaint handling protocoi, it is determined there'is

something the Villagq of Enosbutg Falls W¿ter and:Light Departrnent.Inc'
reasonably could or should have dóne to satis$ the consumer and thereby prevent the

coinpldihi.from srisitrg, and is not cantrary to any filed tariff.

c) Nêw Lihe Extèrisions: Alry i:istalJatiou for the purposes of servicing new oustomer(s)

tþdt tiiggers ihe Viilage of Enosburg Falls Water and'Light Deparünent, Inc.'s line
'"sxterision'ta¡iff and thcre'is a payment by qhe cus¡omer for 'oContributious inAid of
rConskuction.t' ''

d) Nèw Service: A priÈary circuit exipts and,qnly â transformer aird/or a secondary

oabte a¡e needed ts be'ibsta[ed and the installation does not trigger the Villagè of
Enoslrurglalls,'IV¿ter and tígþt'Depirtinent,.Lnc,'s line extensiontariff,

e) Normal Business Hours; 'Nonual business hours" are 7:00 a.m. to 4:00 p.m.

Molday througb Friday excludþg days on which legal holidays are observed and the

Village of Enosbulg Falls Water and Light Deparbent, Inc. is closed to routi¡re

busi¡ess opetations.
¡\"



Ð Weath-er,related delayS: These are the delays that are included in the "Dot ready"
exclusisns descibed.in the work cpppletion performance meæure (Seotion III,
Paragraph 4). Weattier-related delays'shatl bé defrnecl as provided by the relevant
section.ofthc Village ofEnosbrug Falls Water aãd ligüt DeparhÌient, Inc.ls Policies
& Procedures, WorkRules.and general.practíces conceming restriotions on outside
woik during inslement weaiher, Weather- relaTed delays sliall also inolude: periods

. when roads are í-passable to company vehicles following heavy rain, snow or
' spring:1þ¿v¿ conditions; and.unavailabilþ of compary personnel as a result of

serviçe restoration efforts due to inclementweather.

Section III: Pbrformanee.Sianilards
l) Call answàr pedormance:

Since.tbe V.illage of Enosburg'Falls Water and l;iglrt Departlenf, Iuc. does ¡rot have an

Page 4 ofll
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Ð Sl¡eet Light Maintenance: The Village ofEuosburg Falls lVater and Light
Deparlment, Inc. makes repairs to ttre Village of Enosburg Falls Water and Light
Department, Inc,-owned street and secwity lights.

g) theetLightNew þßtAllation: The Village of Enosburg Falls Water and Light
' Deparünent, lnc. i¡stalls theVillage of Enosburg Falls Water and Light Department,

lnc.-owned steel atrd'security lighting at thq request,of a customer,

h) Tempoiar,v.Servic.q; A secoudary service is installed for a customer-specified period
of time. Ptimary oonducto¡s exist to the site.

Percentage of bills not rendered v/ithin
seven bilüng da-te. Perfomrance shall'be calculated as follows:

Number of bilis.uot rende¡ed rv,ithin seven dal/s of the.soheduled billing date
Total number of bills seheduled to be rendered
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Exclusions: The meæurement will exclude accounts thatwere activated witbin l0 days
prior to the nonnal billing çycle; acqounts that are soheduled to receive a fînal bill within
10 days after the nor:nai billing cycle; company use accounts,

Perfornance mcâsurel <=1Yo

Source of data: Data compiled from the Village of Enosburg Falls Water and Light
Departuent; Inc.'s Customer file. Results shall be reportecl to the second place,

Billh foiud ina,ccur¡te: Peroentagé of bills fouud inascurate after being sent to
custonìers, brought to the Village of Enosburg Falis Water and Light Departrnent, Inc.'s
attention ejther as a result of customer somplaints 4¡d/or by the conrpany'sown efforts.
Performance shaü be calcuiated as followsl

Number of.bills rendäred:inaccurately for the month

Exclusions: Thís standa¡d does not inolude bills for¡¡d to be ínaccurate strictly as a result
of estifnation,.bills.where the inaccu¡acy. does not effect the calculation of the bill, or
where the fault does not li'e with the company (i.e, mixed meters due to erro'neous

oustomsr third-patty install). Multiple bills for a sustomer that a¡e caused by the same

enor shall be counted äs one inc.ident.

Performanco' ¡ce¡suic: <:IVs

Sôuree of'data: Data compiled from the Viltage of Enosbrug Fails Water and Light
Department, Inc;'s Customer file,

c) Pay.merit posting conplaiúts: Percentage of customers filing coarplaints ultimately
classiûed.as.escalations to The ViJlage of Enosburg Falls V/ater and Ligltt Department,
.lnc:. or to DPS conceming tbe posting of their paymerts t0 thgir accounts. Perfonlance
shall be calculated as follows:

Perf-bþapcc m.easu¡e:. <=0, 057o

Sbu¡c'e.of data: Data oompilecl from The Village of Enosburg Falls \Mater ærd Light
Departuerrt, Inc. Custonrer file.

3)
Percentagé.of meters not read each

moÉth þ relation to the numbers that were scheduled to be read. Berformance'sha1l be

calculated as follows:
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Nuqrber of meter readinss not read

Number of mçter¡eadings scheduled

Pcrformance rnsâsure: <=l0Vo

Source.of data: Dâta compil'ed from theVillage of Enosburg Falis Water and Light
Department, Inc.'s'Customer file. Standard shall.be measured ald reported to the first
decimal place.

4) TVork'cornúIetion neúormance measures;
a. PqrcentFEe'of aùsto,rner reouæted rvork not com¡tetbd on or þefore promi¡ed

ilêUVery date: The.percentage ofjobs resulting ftom customer requests for meter
related.or othèr austomer requested wsrk that are completed o¡ o¡ before the promised
oompletion date, TIie Village of EnosburgFalls Wats¡ and Liglrt Departnrent, Inc,
provides other mi:rricipal services ir addition to Electris service and required eußergency

responses for one service may impact re3ponses for oJher services.
Perfon:rance shall be calculated as follows:

Nuster ofjobs not çompleted on or&efore .promised delivery dalg
Totdl number oljobs promised coruplete in reporting month

Exclusions: When an event outside of the Village of Enosburg Falls Water and Ligbt
DepartmÌn{ ¡rc.'is contol oecuß resulting in the workriot beirrg completed as promised,
the Village of Enosburg Falls Water and J-right Deparhnent, Iirc, will renegotiate the
promised delivery date with the customer. These events incluåe but are not limitedto the
foltowil-lg: meter sssket not installed correctly; energizing permit not issued; oustomer
site'work or tree trimming not corirpleted; customer ruderglound co¡:duit/trenching not
compl€ted; and rveather-related delays. Renegotiated jobs will be reported æ "com¡ileted
on or bqfore" based on the nel,ronesotiated'date, not the original date.

Inelusions: "Check ¡esrlings" cornpleted by the end of the promised dqy; line
extenslons; new sewice.; disconnecÚreconnect; new sheeVsècurity light installation;
sheet/seourity light maintenance; and temporary seryice cornections.

Performance measure: (=5%

Source of.ilata: Manual records retained at the Service Center.

b. Avenge number'ôf davs afterthe missed delivery datei Avelage number of days
after the missed delivery date in which the Village of Enosburg Falls Water and Light
Department, Inc. was to complete meter related or othercustomer-requested work.
Performance shall be calculated as followsr

Total days of delav .ir.

Total number of delayed jobs in the reporting month
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Excluslons: 
'trVhen 

an Êvent outside of the Village of Enosbu¡g Falls 'Water 
and Light

Depârhent, Inc.'s control occu¡s resulting in the work not.being completed as promisod,
the Village of Enosburg Falls Water and Light Department, Inc. will renegotiate tbe
promised delivery date withthe custsmer, These events inelude but are not limited to the
following: ¡Reter sooket not installed correctly¡ energizing permit no! issued; customer
sít'e work sr hee bimming not completed; customer underground conduiVtenching liot
conpleted;.and weaiher-.related delays. Renegotiated jobs will be reportecl as "coripleted
on or before" based on the newrenegotiated.daie, not the original date.

Inclusions: "Check readings" completed by the end of the promised day; line
extelsions; nelv service; disconnecV¡econnect; uew sbeet/security light installation;
steet/securify light maintenance; and temporary service connections.

Performance measure: <=5 flays

Source of data¡ Manual records retained at the Service Center.

Percentage of customers who file
: complaints with DPS that a¡e ultimately classified as escalations following investigation.

Perfonnance shall be caler¡lated.as follows:

Number of escalations
Total number of.customers

Performahce measure! 1=.07Yq ninimr:m threshoid of 2 rustomers. This performance
measure shall be exempt from the provisions of Seotion II. 6,

This data,is compiJed by the DPS Consumer Affai¡s Divisiqn, and wheu appropriate, the data 
,

is forwarded to ihe village of Ehosburg Falls water and Light Deparhnent, lnc.,

6) Worker safgfv perfo{mance measures:
a) Losütims,jntiêentq: :Lost tiutg incidents a¡e'the total number of imidents experienced by
the Vìllage of Eniisburg Falls T/ater and Light Departuent, Inc. in a calenda¡ year rtrgt 1t¡ 

-

cause an ìnjr:ry io an employee; and (2) occur while the employee is performìng electic'
trtility wtirk fo-r theViltage ofEnosburg Falls Wate¡ and LìghtDeparhnent, Inc.; and (3)
result in the employee mis$ing wor.lc beyond the day of the injury.

$ou¡ce of data: Lost time ca¡¡es as reported in the Village ofEnosbwg Fatls Water and
Light Department, Inc.'s V.OSI{A Accident Log, anclother available dãta

Performance measurei <= 2

b') Lost'time severitv: Lost time severity shall be the cumulative number of work days
rnis$ed by the Village of Enosburg Falls Vate¡ and Light Department,Inc. employees in
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a calendar year as a 
lesult of injuries sustain'ed oI g, g_Toroyees while performingelectric utility work for the vilírg. ãiËîÃuug Falls water and Light Deparrnrent, Inc..

souree of d¡ta: Emproyees lost days a¡e recorded in the vilage ofEnosburg Faüsand Light Ðeþartment, Inc,'s îosHA Accident Log andìt¡er avaiiable data

Performauce.memure: <=1g

Beli?bility n er.fonnance measures :
aJ ¡ty$tem average interruptíou frequency (sAIf'I): This standæd ís defined in publio

service Boa¡d Rule 4,90i and rnalíu"'.ituur¡shed fo;ttr;;y-ä;- a whole.

Performance measure:^ TLr y{w of Enosburg Fa[s water a'd Light Deparb'ent,jns.'s baselihe mea$.ue ror s¿rfl.¡íz 
slw' es !¡Ë

b) 
This standard is defìned inPublis servi¡eBoa¡dnutffiro, ür*,vrt * as a whole.

!

Performance.measure:^ Th_e village of Enosb*rg rals water and Light Departmenl
h¡c.'s Uaselin€ üeasure for CAIDI Is 1.0

c) Wqtst-Pelformins Ar-eag: For each calendæ year, the víllage of Enosburg Falls l/atera:rd LightDgpartmelt,.in3. shall identify the a¡ãas on íts systeï iuh*r, *ort outages
occur, a¡isess the uriderlying causËs for ihe outage, an¿ iosi:tute economicaliy feasible
aotion plans qr'activitiss to improve the relíabiñty .ritr...-*ìrs-iïaccordarrce with.' Public Service BoardRuie 4'9b3. All aréas whe¡e actionpr*r"ià.tiuities have been
instituted sh¿ill be monitored each.yeaï, over q fio.-ys* pårio¿, io á"t.r.ine ihe
effectiveness of the improvr,"ñ;,;;;;s a¡dto identifi fi¡$hermeasues tharmaybe
rsquìred.

d') Wigl$torms: Calgulation of SAIFI and CAIDI indices shall be net of outages caused
by mqjor storms, A major storm is defi¡ed as û severe weather event that satisfies the
followingrcriteria:

1' More than 107¡ of the customers. in a service territory are out of service due to the
istorm or the storm:s efTécts;.and2' At léast l% of;the cusTomers in the service ter¡itory are out for at teast 24 hours.

Section W:'service Guarantees

1) The.Yillage of Enosburg Falls V/ater and Light Depæurent, Inc. shall'offer the following
se¡ryice guarantees subj ect to B oard approvaior necessary tarir amendments :

a) Lio? CrewAppoinhments: In the cæe where an appointnent for a line crew is made to do
work at 4 customer premiry, Village of Enosbrug F llr W"t , and Light Department, Inc.
shall provide a credit of S5.00 if the crew does not show up within aã¡rotrt *in¡"v¡gf
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the time tlie work was seheduled, or by the end of the agreed day if no appointment time
was scheduled.

b) Meter work.: Village of Enosburg Falls 'Water and Light Department, Inc. shall provide a
credit of $5'00 to any customer whose.meter work orde¡ is not completed lvithin 2
businçss days ofthe promised delivery date on the service order.

4 Del,e¡ days: Village of Enosburg Falls l/ater and Light Dàpartment, Inc. shall provide a
oreditof $5,00 to any oustomer whose line work is not oompleted v/ithin 5 business days
of the proinised delivery date assuming the custoner has mãt his or her requi¡ements ¿nd
is ieady. This inctudes: line extensions; new seruice; discon¡eclreconhecti;new
street/Secruity light iiislallatÎons; street/security'Iight n:àiútenance; and temporary service
connectio.ns. Any work that is compensated underpæagraph.a or b above,sÈa[ not he
eiigible for this ciedit.

2) All credits owed to members æ a result.of Vii.lage of Enosbr:rg Falls Water and Light
Departqen! Inc. failure to meet the time lines described'above in paragraph 1 wili
automatically becredited.without the customer having to notify Vittagã oiEnosburg Faus
Water. and Ligþt Deparhnent, Inc.. ln lhe event a eustãmer whã is duJa credit no l'oìrger has
a¡r aciount'with Yillage of Enosburg Falls Water ald Light DeparEreur, Inc. at the tiire

-lllugp 
orgnosburg Fa[s rtrater *ã t ight Deparment,tc. ¿"L.*io.sa cred.it is due,

Village of Enosbulg Falls 'W¿ter 
anO Light Department, Inc. shall rnail a.check for the credit

amonnt to the customer's last knowl addrçss. AII unclaimed funds will follow legal
requüements regarding abandoned properti.

3) Service guarantees that arenot met as a result of weatber-related delays, defined in Section
I.10.i.-events outside of the control of the utìlity as defined,in Section df. +¡ a&t
"ExcluSionsf' and major system outages requiring re-allocating of personnel to restore pgwer
to multïþle custornüs will notbe eligible for thisprogram,

In add.ition to the above.sçrvice Guarantees, The Village of Enosburg Falls Water and.Lieht
Ðepartment, Inc'offes 1s.imFle:nent its proposed amendment regarding the provision of service
eu{i_t¡,ngrformance idormation'to its cuìtomurs and:goveming Ëody uõprou¡drd in.item 4), 5)
arrd 6) below

4) Upon erpprovai ofthe P.lan þy lhe Board, The Vilhige of Enosburg Falls Water and Light
Departmen!, 

-_iog. 
*itt n$iry, in wuiting, all retepa¡rers in its serviee ienitory, that the mrÃicipal

has a Sçrvice Quality and ReliabÍlity eUa, The notice will describe the purpose and geueral
detail of the Pta¡.

5) Duriag the ûrst meetÍng tif the Village of Enosbrug Fall.s W. ater and Light Department, Inc.'s
governing body thaf follows the quæ'terly frLing of the SQRP report to thaDeparhnent and the
Board, {he utiltty will pros€nt that report for review and discussion.
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Inc..scrvice Quality and Retiability Plan

6) The Village of Enosburg Falls Water and Líght Departmenq h¡c,'s Annual Reporl will corÍain
a section about Service Quality and Reliability wherc the ¿umual SQRP reporl to the Department
and theBoa¡d will be published.

Section V: Seryicc Ouatifv Compensation

i) Failure.to meei'the standards in performance aïeas IU,l, [I.3, III.5, and III,7.a&b shall result
in the calculation of servi'ce qiralþ points.

2) , Atttictunent A Sets forth whíchpclfomrance meåsures are subject to calculatibn of service
quqhty co.mpensation points. Pointd are assigned fo¡ areas subject to service quality
componsation based ou actual performanee duríng the l2-month reporting period. Ae.tual

¡e.rfonnance shall be comparedto the performatce measure. The devjation of the actual
perfomtance oompæed to theperformance measws is expressed as a percent deviation from
the perfoimance.msasure. TIús percent deviation shall be expressed as points by mdþlying
the percent (aS expressed as a.decimal) by 1û0 so that each point eqrrals one percent deviation
fronr tlie baseline. No points are assigned if the Village of Enosburg Falls V/ater aud Light

. Departgent, Inc. âchieves results equal to or befter than the petfornrance meastue. When the
Village of Enosburg Firl.ls Water and Light Department, Inc. perfornrs worse than the
performance measure, the applicable points are calculated for each perfonnance measu'e and
totaled, The total oJ these points is refe¡red to as "service quality compensation points."

3) A dollar amount wiil be assigned to service qualiiy compensation points as shown in
Attachment E. Service quality compensation clollars are assessed on a sliding scale up to a
naximum one yeartotal of 0,1% of the Village of Enosbrng Falls'WateL and Light
Deparfrbent, Inc.'s a¡nu¿l revàrues for the 1Z-nrotth reporling period. For 2û05, the
estinrated amount at risk would be $3,03û.91 for a,maxiíntun of 1'50 servìce qualíty
compensation points. The aciual arnounl at risk shall be calcuiated each year and reported as

a part of rep.orting described in paragraph V.6 below.

4) Service quality conrpensation points a¡e divided into,two categories. Sixty peicent, or 90
points, are allocated to the reliability measules (III.7.a&b). The remaining 60 points are
allooeted ts the remainihg measures for whichpoints are assessed (I[.1, ilI.3, and [I.5).

5) A dollar amor¡rtiS assigued to eash service quality cornpensation point withÌn a range ín its
category, TIie seivice.çrality cðmpensation dollars nre ealcùlated incrementally, that is,
service qualiry compensaJion dollars are calculated fust at the bottom tier fbr the ap.plicable
serviçe qualitl¡ compeússtign points. The next,iange of poiíts is multiplied by the next
highest dollar aqount. The first ?0 points in the.reliability category are worth nothing per
point.

6) Service quality compensation clollars shall beçaid+e-ee'mmtrni+aser,4ee-aetivitiesas
eppreved
Deparhnent. Inc. to maintenance activities that directly improve the service qualitv and

reliability of the s)¡stem. such as hee trimming. R.O.W. rnorving. etc. To the extent that the

Village of Enosburg Falls Water & Light Deparknent. Inc.'s spending on such
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maintenance activities durine the reportins year exceeds the level allorved irr rates, the
excess shall be credited against the Service Ouality Compensation Dollan orved bv the
Village of Enosburs Falls Water & Light Department. Inc. The Village of Enosburg Falls
Water and Light Department, Inc. shall propose at the time of its quaderly filing in the
month following the anniversary date of the Plan a calculation for the amount of service
quality cotnpensation points to be paid. The Village of Enosburg Falls Water and Light
Department, lnc. shall also propose at the tirne of its annual service quality filing the
manner of communication to its customers conceming its service perfonnance for the prior
hvelve (12) month periocl. The marurer of communication shall include a report of results
and an explanation of service quality compensation to be paicl, if any. In the event service
quality compensation is due, communication shall include a stand-alone letter or notice that
rnay be stuflèd in bills or mailed separately.

7) The service quality compensation clollars paid shall be offset by any dollars paicl to
custorners through the service guarantees in Section IV.

8) The DPS shall file any objection to the service qualþ compensation calculatiorr and
marmer of customer communication rvithin 30 days after The Village of Enosburg Water
ancl Light DepaÉment, hrc. hles its proposal. If the Department files no objection rvitliin
30 clays, anrl the Board takes no action within 60 days, the filing rvill be cleemed accepted

and approvetl. If the DPS files a timely written objection, the Board will proceed to resolve
the dispute.

9) [f in any year the Company meets all baselines and produces results l0 percent better than
each of perfonnance measllres II[.1, IIL3, III.5, [L7.a&b requircs, The Village of
Enosburg Water and Light Department, Inc. may cany over a baiance of -25 service
quality compensation points that rnaybe deducted frorn any points eamed in the following
year.
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Attaèhment B: TheVillaqe of Enosburs Fqlls Wateland Liqht Dept.
Servlce Quálltv Gomnensation Gap and Polnts

Maximum annual service qualltv compensation

Dollars.at
rlskt

.l% oftotal
revenue 3,030.91 $ 2A

AllocatÍon of oolnts,betwêen plan components
Reliability :

All othqr points based measures

Slidinq pointscalê.basei¡ on c-qb-of $238 and 32 avo.cóst/point

-

Max at risk fprrellabllity $

Max at ridk for all other points based measures $

ErqnÞlè: 2005 Avq cosUrgint
compensation 1150 of cap!

4A%

90
60

60%

Maxllevel

1 ,819
1,212

RELIAB ILITY CALCU LA.TION
Poliii ràhoes ,Pts ln ranqe Þer noint Gumulative

Cumulative
1

71.to 90
46 to 70
21 to 45
0to20
Toþl

Welqhtlhg
2.188 $
1.000 $
0,850 $
0,000 $

s

OTHERIMEASURES CALCUTATION
.Polnt ranqes Pts ln ranqg Weiqhtihq Per point Max/level
. 45'to Ç0 15 1,350 $ 27 $ 40s s

31to45 . 15 1.ooo $ 2A $ 303 I
16to3o 15 o.9oo $ 18 $ 273 S

0to15 1ä 0.750 $ 15 ç 227 Ç

Tolal 60 ç 1,212

* Maximum dollars at risk shall be calculated each year. Dollar amounts in this chart are.an example based

upon 2005 projected' tôtal revenue.

20
25
25

29
g0

$
$
$
$

44
20
17

,819
93.5

429

1884
505
429.

,212
803
ð00
227

$

$

$

$
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